ESDIS Metrics System

Service Level Agreement

Original Issue Date: February 24, 2009
Current Revision Date: August 3, 2009
Version Number: 1.2

Verify that thisisthe correct version before use.

National Aeronautics and
Space Administration



This pageisintentionally left blank.



EMS Service Level Agreement
Table of Contents

OVERVIEW ...ttt sttt e et b et et et et e se et et eneebesaeneeneneas
Summary of Planned Outages
DEFINITIONS. ...ttt ettt st sttt s et se et e st et e bess e e e st nbense e esentenennentens
RESPONSIBILITIES OF EACH PARTY
OBLIGATIONS

EMS Service Level Agreement August 3, 2009 Pagei



REVIEW AND APPROVAL SIGNATURE

The EMS Service Level Agreement was prepared for the exclusive use of the NASA and non-
NASA users of the EMS. | have reviewed and concur with this document.

Approved by:

Authorizing Officia Date

DOCUMENT CHANGE HISTORY

Version Number Date Author Description
11 February 24, | Megan Kispert

2009
1.2 August 3, Megan Kispert

2009

EMS Service Level Agreement August 3, 2009 Pageii



EMS Service L evel Agreement

OVERVIEW
The ESDIS Metrics System (EMS) strives to provide an outstanding level of serviceto its

customers. This Service Level Agreement will measure the performance of EMS by way of data

collection and reporting interfaces available viaHTTP(S) and SSH protocols.

SUMMARY OF PLANNED OUTAGES

Server Outage Time on Wednesday Outage Time on Thursday
Following the Second Tuesday of | Following the Second Tuesday of
Each Month Each Month

UAT 15:00-19:00 EST/EDT

Romulus 16:00-20:00 EST/EDT

Kabuki/Karma 15:00-19:00 EST/EDT

WebServer (ws2) 15:00-19:00 EST/EDT

EMS Production 15:00-19:00 EST/EDT

Netlnsight Page 15:45-16:00 EST/EDT

Tag server

(Apache)

Data Gathering 15:45-16:00 EST/EDT

SSH server

DEFINITIONS

1. MONTHLY TIMEFRAME shall mean each single calendar month beginning and

ending at 00:01 Eastern Standard Time (EST)—Greenwich Mean Time (GMT) minus 5
hours. If Eastern Daylight Time (EDT) isin effect during the timeframe when GMT has

not moved to Daylight Savings Time (that is, GMT minus 4 hours), the MONTHLY
TIMEFRAME shall begin and end at 00:01 EDT.

2. PLANNED UAT OUTAGES shall mean the periodic preannounced occurrences when

the EM S User Acceptance Testing (UAT) Reporting Interfaces will be taken out of
service for maintenance. Thisincludes Netinsight and HTMLDB/APEX. PLANNED
UAT OUTAGES will only be scheduled for the Wednesday following the second
Tuesday of each month, 15:00-19:00 EST/EDT (the “Planned UAT Outage Period”).

This Planned UAT Outage Period may be changed from time to time by the EM S staff, at
its sole discretion, upon prior notice to each Data Provider, Analyst, and End User of the

EMS. PLANNED UAT OUTAGES will not exceed 8 hours per month, provided,
however, that EMS may have 2 additional Planned UAT Outages of up to 12 hoursin
total per calendar year during the Planned UAT Outage Period for major systems or
software upgrades (“Extended Planned UAT Outages’).

3. PLANNED ROMULUS OUTAGES shall mean the periodic preannounced occurrences

when Romulus interfaces will be taken out of service for maintenance. PLANNED
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ROMULUS OUTAGES will only be scheduled for the Wednesday following the second
Tuesday of each month, 16:00-20:00 EST/EDT (the “Planned ROMULUS Outage
Period”). This Planned ROMULUS Outage Period may be changed from time to time by
the EM S staff, at its sole discretion, upon prior notice to each user. PLANNED
ROMULUS OUTAGES will not exceed 8 hours per month, provided, however, that
EMS may have 2 additional Planned ROMULUS Outages of up to 12 hoursin total per
calendar year during the Planned ROMULUS Outage Period for magjor systems or
software upgrades (“Extended Planned ROMULUS Outages’).

4. PLANNED KABUKI/KARMA OUTAGES shall mean the periodic preannounced
occurrences when KABUKI/KARMA interfaces will be taken out of service for
maintenance. PLANNED KABUKI/KARMA OUTAGES will only be scheduled for the
Wednesday following the second Tuesday of each month, 15:00-19:00 EST/EDT (the
“Planned KABUKI/KARMA Outage Period”). This Planned KABUKI/KARMA Outage
Period may be changed from time to time by the EM S staff, at its sole discretion, upon
prior notice to each user. PLANNED KABUKI/KARMA OUTAGES will not exceed 8
hours per month, provided, however, that EMS may have 2 additional Planned
KABUKI/KARMA Outages of up to 12 hoursin total per calendar year during the
Planned KABUKI/KARMA Outage Period for mgor systems or software upgrades
(“ Extended Planned KABUKI/KARMA Outages’).

5. PLANNED WEBSERVER OUTAGES shall mean the periodic preannounced
occurrences when WebServer (ws2) interfaces will be taken out of service for
maintenance. Thisincludesthe ESDIS, Outreach, and DSDS web sites. PLANNED
WEBSERVER OUTAGES will only be scheduled for the Thursday following the second
Tuesday of each month, 15:00-19:00 EST/EDT (the “Planned WEBSERV ER Outage
Period”). This Planned WEBSERV ER Outage Period may be changed from time to time
by the EMS staff, at its sole discretion, upon prior notice to each user. PLANNED
WEBSERVER OUTAGES will not exceed 8 hours per month, provided, however, that
EMS may have 2 additional Planned WEBSERV ER Outages of up to 12 hoursin total
per calendar year during the Planned WEBSERV ER Outage Period for major systems or
software upgrades (“Extended Planned WEBSERVER Outages’).

6. PLANNED EMS PRODUCTION OUTAGES shall mean the periodic preannounced
occurrences when the EM S Production Reporting Interface will be taken out of service
for maintenance. Thisincludes Netinsight and HTMLDB/APEX. PLANNED EMS
PRODUCTION OUTAGES will only be scheduled for the Thursday following the
second Tuesday of each month, 15:00-19:00 EST/EDT (the “Planned EM S Production
Outage Period”). This Planned EM S Production Outage Period may be changed from
time to time by the EM S staff, at its sole discretion, upon prior notice to each Data
Provider, Analyst, and End User of the EMS. PLANNED EMS PRODUCTION
OUTAGES will not exceed 8 hours per month, provided, however, that EMS may have 2
additional Planned EM S Production Outages of up to 12 hoursin total per calendar year
during the Planned EM S Production Outage Period for major systems or software
upgrades (“ Extended Planned EM S Production Outages’).
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7. PLANNED DATA GATHERING OUTAGES shal mean the periodic preannounced
occurrences when the EM S Data Gathering Reporting Interfaces will be taken out of
service for maintenance. This includes the NetInsight Page Tag server (Apache) and Data
Gathering SSH server PLANNED DATA GATHERING OUTAGES will only be
scheduled for the Thursday following the second Tuesday of each month, 15:45-16:00
EST/EDT (the “Planned Data Gathering Outage Period”). This Planned Data Gathering
Outage Period may be changed from time to time by the EM S staff, at its sole discretion,
upon prior notice to each Data Provider, Analyst, and End User of the EMS. PLANNED
DATA GATHERING OUTAGES will not exceed 1 hour per month, provided, however,
that EMS may have 2 additional Planned Data Gathering Outages of up to 2 hoursin total
per caendar year during the Planned Data Gathering Outage Period for major systems or
software upgrades (“ Extended Planned Data Gathering Outages”).

8. EMSAVAILABILITY shall mean when the EMS is operational. By definition, this
does not include PLANNED OUTAGES or Extended Planned Outages for
PRODUCTION, UAT, and DATA GATHERING.

9. EMSUNAVAILABILITY shal mean when the EMS is down and the Data Providers,
Analysts, and End Users are unabl e to perform either or both of the following actions:
a. Establish a session with the EM S Data Gathering System using SSH or HTTP(S)
protocol
b. Establish a connection with the UAT or the Production Reporting Interfaces
(NetInsight or HTMLDB APEX)

10. UNPLANNED OUTAGE TIME shall mean either of the following:
a. Theamount of timethat a PLANNED OUTAGE time exceeds the limits
established in paragraphs 2, 3, 4, and 5 above
b. The amount of timethat a PLANNED OUTAGE time occurs outside the window
of time established in paragraphs 2, 3, 4, and 5 above

11. MONTHLY UNPLANNED OUTAGE TIME snal be the sum of minutes of all
UNPLANNED OUTAGE TIME during the MONTHLY TIMEFRAME. Each minute of
UNPLANNED OUTAGE TIME subtracts from the available MONTHLY PLANNED
OUTAGE TIMES for PRODUCTION, UAT, and DATA GATHERING.

RESPONSIBILITIES OF EACH PARTY

1. EMSwill perform monitoring from at least one external and one internal location as a
means to verify that (a) sessions can effectively be established and (b) all commands can
successfully be completed.

2. EMSwill notify EMS Users of PLANNED OUTAGES outside the Planned Outage
Period at least 7 days in advance of such PLANNED OUTAGE.

OBLIGATIONS

1. The EMSwill provide a 95% EMS PRODUCTION AVAILABILITY during each
MONTHLY TIMEFRAME.
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Example: In a typical 30-day calendar month, there are 720 hours. 95% EMS
PRODUCTION AVAILABILITY would be calculated as approximately 684 total hours.

2. The EMSwill providea95% EMS UAT AVAILABILITY during each MONTHLY
TIMEFRAME.

Example: In a typical 30-day calendar month, there are 720 hours. 95% EMS UAT
AVAILABILITY would be calculated as approximately 684 total hours.

3. The EMSwill providea99.97% EMS DATA GATHERING AVAILABILITY during
each MONTHLY TIMEFRAME.

Example: In a typical 30-day calendar month, there are 720 hours. 99.97% EMS DATA
GATHERING AVAILABILITY would be calculated as approximately 718 total hours.

4. The EMSwill alow external monitoring of the EMS (Production, UAT, and Data
Gathering subsystems) via a means acceptabl e to both parties.

5. Tota Disaster Recovery: The EMS will use reasonable efforts to restore the Data
Gathering Systems of the EM S within 24 hoursin the event of a disaster. In addition, the
EMS will use reasonable efforts to restore full system functionality within 72 hours.
These outages will not be considered EMS UNAVAILABILITY.
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